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Minutes 
Thursday, April 9, 2009 
9:00 AM – 11:00 AM 
One Ashburton Place 
Boston, MA 02108 
21st Floor Conference Room 
 
Attendees: Leslie Kirwan, Dolores Mitchell, Jon Kingsdale, Jonathan Gruber, Louis Malzone, Nonnie 
Burnes, Nancy Turnbull, Ian Duncan, Thomas Dehner, and Rick Lord. 
 
The meeting was called to order at 9:06 AM. Secretary Kirwan congratulated the Connector on being 
selected as a finalist for the Innovations in Government Award by the Ash Institute for Democratic 
Governance and Innovation at the John F. Kennedy School of Government at Harvard University. She also 
noted that this month marks the third anniversary of health care reform in the Commonwealth. 
 
I. Minutes: Minutes of the March 12th meeting were accepted by unanimous vote. 
 
II. Executive Director’s Report: Jon Kingsdale explained that today’s meeting would be an 
opportunity to discuss both the Commonwealth Choice (CommChoice) and Commonwealth Care 
(CommCare) programs. Mr. Kingsdale contrasted the CommChoice Seal of Approval renewal 
process with the CommCare procurement. He explained that the Connector has little control over 
premium prices for CommChoice members but can be creative in designing the benefits package. 
Connector staff will provide a full report at the June 11 Board meeting with a final vote 
scheduled for June 23. Mr. Kingsdale noted that the Board would have an opportunity to vote on 
putting out the draft CommCare regulations for public comment with a final vote to be held in 
June. 
 
III. Commonwealth Choice  
a. Sub-Connector Contract Extension (VOTE): Patrick Holland came before the Board 
seeking approval of a contract extension with Small Business Service Bureau, Inc. (SBSB) 
which serves as a sub-connector for the CommChoice program. The current contract expires 
February 2010. Connector staff recommended a 15 month extension. The extension would 
lower per subscriber costs by 22%. Dolores Mitchell asked which services the subscriber fee 
covered. Mr. Holland explained that there are no broker costs. The fee is primarily used for 
marketing, customer service, and billing. Nonnie Burnes asked for details on what was 
included in the Service Level Agreements. Mr. Holland explained that most of the terms 
pertain to call center issues and the time required to process member applications. The Board 
voted unanimously to approve the 15 month contract extension, which calls for SBSB call 
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b. Enrollment Update and Market Research: Patricia Bull provided the Board with a 
CommChoice program update. Connector staff is pleased with the progress to date. Growth 
has been modest, but steady, since July 2008. Enrollment increased by 12% since December. 
Nancy Turnbull asked for details as to why enrollment increased at a faster pace after 
December. Ms. Bull explained that she does not have a definitive answer, but believes it may 
be attributable to rising unemployment. Premium increase trends are going down. Ms. 
Turnbull asked what research Connector staff was doing on market trends outside the 
Connector. Ms. Bull explained that staff receives quarterly updates. Jonathan Gruber stated 
that such monitoring is necessary to ensure CommChoice Bronze level products are not being 
under-priced outside of the Connector. Mr. Kingsdale added that CommChoice constitutes 
50% of market increases for the non-group market. Ms. Turnbull asked if there were any 
trends within individual products. Ms. Bull stated that the Young Adult Plans typically match 
school cycles, with enrollment increasing around graduation. Celia Wcislo asked for further 
details on plan premium stability. Ms. Bull responded that carriers do differ from one another. 
Secretary Kirwan stated that this would be valuable information for consumers. Ms. Bull 
reviewed average membership length, explaining that half of enrollees remain members for 
more than a year. Ms. Wcislo asked why some individuals are enrolled for such a short period 
of time. Ms. Bull stated that a cancellation survey revealed that about 60% of respondents 
ended coverage through CommChoice because they had access to employer-sponsored 
insurance. 
 
Kevin Counihan updated the Board on CommChoice market research data. Connector staff 
has regularly researched the market since early 2007. Staff conducted a series of five focus 
groups in late March 2009 to evaluate CommChoice plan design options and the value of plan 
choice. The results indicated that consumers preferred a simple shopping experience with 
meaningful differences between the benefit packages at various price points. Louis Malzone 
stated that the focus group results confirmed the need to provide a consumer friendly 
experience that did not provide an overwhelming number of choices. 
 
c. Seal of Approval Plan for 2010: Review Carrier Specifications: Mr. Holland reviewed the 
CommChoice CY2010 Seal of Approval (SoA) process and staff recommendations. 
Connector staff is recommending a one year contract with the option of extending it to two 
years. Mr. Holland reviewed the five goals of the process. Connector staff is working to select 
and offer high value plans that meet consumer demands and carrier needs. Other goals of the 
SoA process include simplifying the consumer shopping experience, minimizing risk 
selection, and maintaining continuity of coverage for current members. Thomas Dehner asked 
what would happen if an individual’s current CommChoice plan did not receive the 
Connector’s Seal of Approval for 2010. Mr. Holland responded that the individual would 
likely purchase the plan directly from the carrier if the Connector no longer offered it. Ms. 
Bull added that staff would notify the member 90 days prior and provide all options available 
to the member both within and outside of the Connector.  
 
Mr. Holland reviewed the RFR specifications as recommended by Connector staff. He 
explained the carrier participation requirements. Carriers may offer a select network plan, but 
they must also provide plan for a broader HMO network. The Connector reserves the right to 
put out both. Ms. Wcislo asked if select network plans impacted consumer costs. Mr. 
Kingsdale explained that they are significantly lower cost. Several Board members expressed 
interest in providing consumers with informational resources to help them better understand 
how to balance cost and choice. Mr. Kingsdale stated that Connector staff is working to 
design a benefits calculator for consumers.  
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Mr. Holland reviewed staff benefit design recommendations. The proposed designs seek to 
blend the demand for consumer choice and a simple shopping experience. Several Board 
members expressed concern that the benefit designs are presented in a fashion that is difficult 
for the average consumer to understand and compare. They requested that staff design a user-
friendly format that will allow consumers to easily compare the options available to them. 
Ms. Turnbull asked what level of cost sharing would be necessary to the eliminate co-
insurance from the benefit packages. She explained that most consumers are unfamiliar with 
the practice of co-insurance and are prone to incurring high out-of-pocket expenses because 
they do not understand how co-insurance translates to real dollars. Other Board members 
suggested more robust educational outreach about co-insurance. Ian Duncan and Ms. 
Turnbull expressed their disapproval of the Young Adults Plan annual benefit cap and asked 
that the carriers provide information on what the impact of raising or eliminating the cap 
would have on cost-sharing.   
 
IV. Commonwealth Care  
a. Commonwealth Care Eligibility Regulation Amendments (VOTE): Jamie Katz came 
before the Board seeking approval of proposed changes to the existing CommCare eligibility 
and appeals regulations. Mr. Katz explained that today’s vote will initiate an eight week 
process that will allow for public comment and any necessary revisions. A public hearing has 
been scheduled for May 29. Connector staff will present a final recommendation to the Board 
for a vote in June. The Connector Board voted unanimously to approve the draft CommCare 
eligibility regulation amendments. 
 
b. Quarterly Program Update: Melissa Boudreault provided those in attendance with a 
quarterly update on the CommCare program, focusing on member experience, caseload 
activity, and program and policy changes. Ms. Boudreault explained that this is the time of 
the year when the program has the most contact with members due to open enrollment. The 
call center has been receiving 10,000 calls per week on average with an abandonment rate of 
less than 1%. A satellite call center will be opening in Canton, MA. This new overflow center 
can expand or contract as needed. The January, February, March, and April invoice runs were 
clean, indicating that the flaws have been fixed. Member feedback about the move to same 
month billing is positive. Ms. Boudreault explained that there have been many improvements 
to member communications. All materials have been redesigned based on member requests 
for simple and customized correspondence.  
 
Open enrollment runs from May 25 to June 25. Members will receive one package containing 
all relevant materials. Mr. Duncan asked if all members are required to re-enroll. Ms. 
Boudreault explained that the process is passive and almost all members who choose not to 
participate in the open enrollment process will be re-enrolled in the same plan. Some Plan 
Type 1 members in central Massachusetts who do not select a plan will be automatically re-
enrolled in the lowest cost plan. Mr. Gruber asked if redeterminations are a separate process. 
Ms. Boudreault stated that they are. 
 
CommCare enrollment has been positive for the past two quarters. Re-determination closings 
have declined thanks to a drop in the number of administrative closings and members 
becoming more familiar with the process. 
 
Secretary Kirwan thanked the Commonwealth Care team for their commitment to improving 
customer service. 
 
 
There being no further business before the Board, the meeting was adjourned at 11:01 AM. 
 
 
 4
Respectfully submitted, 
Nicole Iannuzzi 
 
